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COMPLAINT INVESTIGATION FORM £25, 
if there is an issue with more than one veterinarian please file"G. 


separate Compiaint Investigation Form for each veterinarian ~~. 


PLEASE PRINT OR TYPE SG f 


fe 
Date Received: , lan Ll, L018 Case Number: 1-50 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/CVT; Company Staff/Dr. Rollins 
Premise Name: White Tank Animal Hospital 


16578 W Greenway, Ste. 215 


Premise Address: 
City; Surprise State: AZ Zip Code: 85388 
Telephone: (629) 537-5999 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT*: 
Name; Cheryl Maggard 
Address: CEs. 
City: aa ; | State; lip Code: —— 
Home Telephone: Cell Telephone: a 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WiLL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 
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C. PATIENT INFORMATION (1): 
'Noah' Maggard 


Name: ‘Noah'Maggard 
Breed/Species: Siamese mix-feline 
Ag? cL eee Sex: Be cape ae s h, Color: Gray/White 


PATIENT INFORMATION (2): 
Name: ____ Pre ee nace ee 


Breed/Species: 
Age: Sex: : _ Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian, 


Dr. Rollins 
Dr. Casler 


E, WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 
direct knowledge regarding this case. 


Jessica, Megan, unsure of other tech names 


Attestation of Person Requesting Investigation 


By signing this form, | declare lhat the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 
Investigation of this case. 


aca : og RO. 


Date: 1-29.16 
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F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the complaint. This 
portion must be either typewritten or clearly printed in ink. 


Please see attached letter 


Rev 8.14.17 
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January 24, 2018 


White Tanks Animal Hospital 
16578 W Greenway, Ste. 215 
Surprise, AZ 85388 


RE: Treatment provided 
‘Noah’ Maggard 


Dear Sir/Madam, 


| am writing this letter to bring your attention to the quality of services provided to my cat, or the lack 
thereof. The services took place on Monday January 22, 2018, which resulted in an injury to my cat’s 
mouth. Your staff’s performance, with the exception of Dr. Casler who was the lifesaver in this horrific 
event, was beyond unsatisfactory, 


! scheduled an appointment for a simple nail trimming. Once | arrived, Dr. Rollins as well as another vet 
tech entered the room and proceeded to examine my cat. It was noted that Noah’s right front paw had 
a nail that had grown Into her pad and would need to be cut. Throughout the exam, Dr. Rollins 
continued to comment on how good Noah's behavior was, and noted that her back teeth had some 
significant dental disease/gingivitis, but the rest of the teeth were of sound nature. Upon completion of 
the exam, Noah was taken to the back in her carrier to have her nails trimmed. Once the tech entered 
the room with Noah in carrier, she explained that everything “went well” however, there was a little bit 
of blood on the side of her face that | might notice when we get home and she believed it was from the 
gingivitis on her teeth that may have caused bleeding after she bit one of the techs. She stated that 
while cutting Noah’s nails, they were just about done and had “only 2 nails left to trim, when she began 
to struggle and turned around and bit one of the techs”. But she insisted that Noah was fine and we 
were sent on our way. Once | arrived home and took Noah out of her carrier, | noticed a significant 
amount of blood on her face, along with uncontrollable drooling and a jaw that was crooked. Her right 
paw was also saturated in blood and Noah was unable to walk, all while she continued to slap her mouth 
with her paw. | Immediately called your office and was told by a staff member that Noah did bite a tech 
but she was unsure as to what may have happened to her mouth. Dr. Rollins then got on the phone and 
asked that | bring her back so that he could give her something to “calm her down”. Furthermore, he 
informed me that he was unaware of any injury to her because he “left the room”. | explained that she 
didn’t need something to calm her down...she had a serious injury that needed prompt attention. | hung 
up the phone and arrived to the office only to be told that Dr. Rollins had teft for the day. Thankfully Dr. 
Casler was there and was extremely apologetic and offered to xray Noah and find out what was wrong. [ 
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asked if an incident report was completed and filed from the accident that occurred. Dr. Casler 
explained that normally there is something filled out, but she was unsure why nothing was noted at that 
time. Meanwhile | was told by the tech that when Noah bit ‘Jessica’, her immediate reaction was to pull 
back and therefore, let go of Noah, resulting in Noah running off and hiding. After examination by Dr. 
Casler, it was concluded that Noah’s left k9 tooth would need to be removed because it had been 
pushed back, which was causing her jaw to shift. Noah was given a pain medication which caused her an 
extreme amount of distress and resulted in her running around the entire evening nonstop, while she 
continued to take her paw and hit herself in the face, 


| was advised to return the following morning for surgery at 8:20am. | was greeted by your office 
manager, who offered an apology and proceeded to explain that upon review of the surveillance tape, 
she was still unsure as to what transpired and caused the injury to Noah, but suspected that when 
‘Jessica’ was bit, she may have pulled her hand and accidentally hit Noah's tooth, which knocked it out 
of place, causing the injury. The manager claims that the bite took place when the tech was trying to 
force Noah back into her carrier AFTER her nail trimming was complete; HOWEVER, as | explained 
above, the initial tech explained that the bite took place when they were trimming Noah’s nails and 
“had only 2 nails left to trim”. 


| have never experienced so much stress in one week. Your staff was made aware at the very first 
appointment that Noah was a shy and skittish cat, she was extremely old (17 years), and of petite 
stature (6.2Ibs). My cat endured so much pain and distress, She had to undergo surgery which put her at 
risk with sedation, especially due to her age. | was never compensated for the $146 | paid at the visit on 
January 22, 2018, nor was | offered any compensation for the 4 trips made to your office, which resulted 
in me taking time off of work. 


The unprofessional behavior and lack of standard of care has resulted in the loss of my cats tooth, and 
an incredibly traumatic experience for both myself as well as my cat. | am unsure as to what your 
standard operating procedures are when an animal is injured in your care, but the protocol that was 
followed that day is beyond unacceptable, Examples are as follows: 


- The tech(s) failed to alert a veterinarian that an incident occurred and that the animal was 
bleeding around the mouth , 

- The animal! was not examined afterward to confirm whether or not an injury was 
sustained, but instead, Noah was put Into her carrier and sent home, only to return within 
the hour with a crooked jaw and bleeding from the mouth 

- Anincident form was not completed, which left the covering veterinarian unaware of 
what transpired upon my return visit that evening 

- Multiple staff members proceeded to explain their version to me of what happened, all 
while remaining inconsistent with their stories 

- Dr. Rollins asked that | return that evening with Noah so he could “give her something 
to calm her down”, only to leave within minutes of hanging up the phone with me 

- The following day | was told by your office manager that she is normally in the office all day, 
and that she would be there for the remainder of the day, so if | had any questions, | could 
speak with her when | returned to pick Noah up from her surgery. Once | arrived at 4:20pm, 
| was told by the receptionist that the office manager had left for the day. The office 
manager is the staff member that called me to schedule the pick-up time, and then left 
after she informed me that she would be there all day! 
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] expect that this matter will be investigated completely, and that procedures will be put into place to 
ensure that this never happens again to another animal/client. The fact that accidents happens is one 
thing, but | should have NEVER been sent home, only to return that evening because of negligence on 
your part and failure to do your due diligence. Had a veterinarian been made aware of her injury at the 
time it happened, and examined Noah prior to returning her back to the exam room, | would have been 
saved the tlme and grief of seeing her injury for the first time at home, and feeling helpless. At the age 
of 17, she should have never been traumatized in the nature she was, and by having to be placed back 
into her carrier not once, but 3 more times following the initial visit. Please provide a copy of the 
surveillance footage to me via disk, or email, upon receipt of this notice. 


Regards, 


Cheryl Maggard 


cc: Arizona State Veterinary Medical Examining Board 


February 13, 2017 


Arizona State Veterinary Medical Examining Board 
Attn: Tracy Riendeau 

1740 West Adams Street, Suite 4600 

Phoenix, Arizona 850078 


In re: Donald Rollins 18-58 


To Whom It May Concern: 


Noah was presented for a toenail overgrown into a pad on the evening of 1/22/2018. | examined Noah 
with technician Amanda Palmer present for the entire exam. 


On exam Noah was found to have a toenail protruding several millimeters into the pad on the right front 
foot 3% digit. There was obvious pain and swelling present and pet was reluctant to put weight on the 
foot. 


During the exam | noted Noah was very painful around the mouth. | pointed this out twice to the owner 
showing her the extent of the periodontal disease present. | spent most of the exam pointing out the 
pain and inflammation present and how this can affect the pet systemically with damage to organs. | 
explained that even though the pet is older, we should consider a thorough dental cleaning with likely 
multiple extractions. A treatment plan was given to the owner by Amanda Palmer with a range of % 
hour to 1 hour of extraction/oral surgery time expected. | spent almost the entire exam discussing how 
bad the oral health was on Noah. 


Noah was taken to the treatment area to clip the nail that was caught in the pad as well as the other 
nails as they were getting long and several were close to imbedding into the pads. A muzzle (leather 
cone type) was placed as per hospital policy. Jessica Mendenhall, a technician, assisted with holding 
Noah. Once the nail was clipped and removed from the pad there was blood present. | attempted to 
clean the nail/pad with chlorhexidine antiseptic. The pet became fractious and was difficult to hold still 
to trim the other nails. Noah got the muzzle into her mouth. It was removed and Noah was allowed to 
rest. The muzzle was replaced and the nail trimming continued. 


All but two of the nails were clipped when the pet got the muzzle into her mouth again. We immediately 
stopped and removed the muzzle to allow the cat to have a break before finishing the last two nails. At 
this point Noah scratched Jessica and | instructed her to let go of her to avoid further injury to the 
technicians. At this point Jessica was bitten by Noah after she let him go. Noah then went along the 
counter and settled behind a cabinet that houses the mount for the dental x ray machine. There was a 
blood smear associated with each step she took where the injured paw pad was. She was hissing and at 
no time did she jump from the counter or receive trauma from the personnel. Once she settled down, 
we were able to coax her from behind the counter and place a towel over her. She was then returned to 
the kennel she came in. | was able to visualize her when she was behind the edge of the cabinet and her 
face was symmetrical and no appreciable blood present. 


Noah was returned to the owner by Amanda and she was told there would be some blood present from 
the paw pad. There was a smear of blood on the face and she was told that may be from the paw pad or 
from her gingivitis/periodontal disease that was so severe. At no time was Noah hit and at no time did 
she jump down or sustain any physical injury. 


After the owner returned home, she called back to report Noah’s jaw seemed misaligned. | 
recommended that she be brought back in so we can see what happened. | also told her that | would 
give her something to help her relax so we can look in the mouth to see if she bit her tongue or if the 
blood was even coming from the mouth vs the paw pad. The owner said that she would not bring her in 
as | recommended. | left for the day and shortly after | left the Noah was brought in by the owner to 
have her seen. 


| have enclosed copies of all treatment records as well as [possible include the video and phone call 
recordings]. In closing | wish to repeat that at no time did we mishandle or injure Noah and state 
unequivocally that all veterinary care provided to Noah was in compliance with the standard of care. 
Thank you. 


Donald Rollins, DVM 


*there is a video of the entire incident from our camera in the treatment area 


*there is recorded phone call of this conversation 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


DOUGLAS A. DUCEY 
- GOVERNOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS STREET, STE. 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1-PET (1738) * FAX (602) 364-1039 
VETBOARD.AZ.GOV 


INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: PM Investigative Committee: Donald Noah, D.V.M. - Chair 
Amrit Rai, D.V.M. 
Adam Almaraz 
Christine Butkiewicz, D.V.M., 
Tamara Murphy 


STAFF PRESENT: Tracy A. Riendeau, CVT — Investigations 
Victoria Whitmore, Executive Director 
Sunita Krishna, Assistant Attorney General 


RE: Case: 18-58 
Compilainant(s): Cheryl Maggard 
Respondent(s): Donald Rollins, DVM (License: 3328) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 1/26/18 Laws as Amended July 2014 
Committee Discussion: 4/3/18 (Salmon); Rules as Revised September 
Board IIR: 5/16/18 2013 (Yellow) 


On January 22, 2018, “Noah,” a 17-year-old female Siamese mix was presented to 
Respondent for a toe nail trim due to a nail growing into the cat's pad. During the procedure, 
the cat became fractious and bit a staff member. After arriving home, Complainant noticed 
the cat's mouth was misaligned; she brought the cat back for evaluation by Respondent's 
associate. If was determined that the lower left canine tooth was partially avulsed and 
extraction was recommended. 

The following day, Respondent's associate anesthetized the cat and extracted the tooth. 


Complainant contends Respondent was negligent in the care of the cat. 


Complainant was noticed and was unable to appear. 
Respondent was noticed and appeared with counsel, David Stoll. 


18-58, DONALD ROLLINS, DVM 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Cheryl Maggard 


e Respondent(s) narrative/medical record: Donald Rollins, DVM 
e Consulting veterinarian(s) narrative/medical record: Laural Casler, DVM 
e Witness(es) narrative: White Tanks Animal! Hospital Staff 


PROPOSED ‘FINDINGS of FACT’: 


1. On January 22, 2018, the cat was presented to Respondent for an ingrown nail and toe nail 
trim. Upon exam, the cat had a weight = 6.13 pounds, a temperature was unable to be 
obtained, a heart rate = 180bpm and a respiration rate = 40rom. Respondent noted the 3° digit 
on the right front nail was overgrown into the pad and there was severe dental plaque and 
tartar present; grade 4. He stated that he extensively discussed the cat's oral health and 
potential systemic side effects. Respondent explained that the cat was painful around the teeth 
and mouth therefore a dental with extractions should be considered. The cat would require 
anesthesia and blood work to evaluate organ function; treatment estimate was provided to 
Complainant. 


2. Respondent further recommended clipping the overgrown nail short and cleaning the area 
with chlorhexaderm, as well as trimming the other nails. Complainant approved. 


3. The cat was taken into the treatment area and a muzzle was placed on the cat as 
precaution. The overgrown nail was trimmed first, which was grown into pad approximately a % 
inch. Once the nail was clipped the pad began to bleed and the cat became fractious; she 
was able to get the lower part of the muzzle in her mouth. The muzzle was removed.and the cat 
was held scruffed while the muzzle was placed again. Respondent attempted to clean the pad 
with chlorhexaderm solution and cat continued to become fractious. The nails were trimmed 
after several attempts; the cat had to be muzzled as she continued to twist and pull back and 
get the lower edge of the muzzle in her mouth. The cat scratched staff and she was instructed to 
release the cat, aft this point, the cat bite the staff member and moved to behind the cabinets 
behind some dental equipment. 


4. The cat was hissing and once she setiled down, they were able to coax her from behind the 
counter and place a towel over her. The cat was administered convenia 80mg/mL — 0.28mLs 
SQ. Respondent stated that at no time did the cat jump from the counter or receive trauma 
from personnel. He was able to visualize her when she was behind the edge of the cabinet and 
her face was symmetrical and no appreciable blood present. The cat was returned to 
Complainant and was advised that there would be some blood from the paw pad. There was 
also a smear of blood on the face and Complainant was advised that it may be from the paw 
pad or her gingivitis/periodontal disease. 


5. After arriving home, Complainant took the cat from the carrier and noticed a significant 
amount of blood on her face, uncontrollable drooling and a misaligned jaw. The paw was 
saturated with blood, the cat was unable to walk and was pawing at her mouth. Complainant 
contacted the premise to tell them the condition of the cat - Respondent stated that he was 
unaware of any injury and asked Complainant to bring the cat back so he could give her 
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something to calm her. Complainant brought the cat back to the premise and learned that 
Respondent had left for the day. According to Respondent, Complainant had declined 
returning with the cat that evening therefore he left at the end of his shift. 


6. Respondent's associate, Dr. Casler, examined the cat. She was aware of the situation and 
had observed the cat in the treatment area earlier that day. Dr. Casler was also aware that 
Respondent had spoken with Complainant and was under the impression that she was not 
returning to the premise. The cat's jaw appeared malaligned and Dr. Casler was able to 
evaluate the cat's mouth. Tooth 304, the lower left canine, appeared laterally deviated, 
partially avulsed. This was causing a malocclusion such that the cat could not close her mouth 
completely. She also had severe periodontal disease with calculus and gingivitis present. Dr. 
Casler recommended anesthetizing the cat for radiographs to further evaluate the oral cavity 
and check for fractures. Complainant was reluctant at first therefore a referral was offered. 
Eventually, Complainant allowed Dr. Casler to perform diagnostics. 


7. The cat was anesthetized and examined. No abnormal laxity was identified in the mandible or 
maxilla, but the mandible was displaced slightly due to the deviated tooth catching on the 
upper left canine. Intraoral radiographs were taken and no obvious fractures were noted but 
marked bone loss around the root of tooth 304 was found. There were also areas of crown and 
root resorption noted throughout the mouth. Dr. Casler manually moved the mandible to the 
normal position and was able to close the mouth completely and symmetrically. Anesthesia was 
discontinued, an injection of buprenorphine was administered and the cat recovered. 


8. Dr. Casler reviewed her findings with Complainant. She recommended returning with the cat 
the next day to remove tooth 304. The cat needed additional dental work with extraction but 
they would only be addressing tooth 304 at no charge to Complainant. The additional dental 
would be more extensive and would need to be scheduled for the appropriate amount of time. 


9. The following day, the cat was presented to Dr. Casler; blood work was performed and IV 
fluids were initiated. The cat was anesthetized, radiographs and photographs were taken and 
tooth 304 was extracted. Post extraction radiographs confirmed complete extractions and no 
fractures; a gingival flap was closed over the extraction site. The paw was cleaned at the 
previous ingrown toenail site, meloxicam was administered and the cat was recovered. 


10. Dr. Casler sooke with Complainant regarding the procedure and feeding instructions and the 
cat was discharged with an Elizabethan collar. 


COMMITTEE DISCUSSION: 


The Committee discussed that there was severe underlying dental disease and the cat's tooth 
was already on.its way out. Due fo fractious nature of the cat, the treatment of the nail required 
a muzzle which could have caused the tooth to partially avulse. It also could have occurred 
when the cat bit the technical staff. There was no malicious intent and the premise addressed 
the issue once it was brought to their attention. 


The video provided did not show any wrong doing on Respondent's part. 
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COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred, 
COMMITTEE'S RECOMMENDED DISPOSITION: 
Motion: It was moved and seconded the Board: 
Dismiss this issue with no violation. 
Vote: The motion was approved with a vote of 5 to 0. 
The information contained in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sour sed to gather information for the investigation. 


Tracy A. Riendeau, CVT 
Investigative Division 
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